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Abstract 

Software systems for the Configure Price Quote (CPQ) process of complex product portfolios have 
emerged in the sales function of companies recently. A flexible quote of complex products, in 
particular for a Business-to-Business (B2B) customer requires a wide variability of product 
features and configurations, along with the ability to deliver competitive quotes in short time. The 
CPQ system aims to reduce the process time, to increase the process quality by integrating 
information and data stored in several enterprise systems with codified explicit and implicit 
knowledge from individuals. As in most of the knowledge management systems, the openness of 
the knowledge holders to share and codify their individual knowledge is a critical success factor. 
In this case study, we look at the CPQ system implementation of a multinational Information 
Technology (IT) solution provider from a process perspective and with regard to both the technical 
and organizational challenges in a holistic approach. The article starts with an introduction to 
CPQ systems based on works from the Knowledge Management (KM) domain. After outlining our 
research methodology, we present the case together with a generalization of the CPQ 
implementation process. Our findings from the investigated scenario indicate positive influence of 
1) the internal promotion of CPQ systems as technology innovation for motivating expert 
knowledge holders to collaborate; 2) an active preparation of the organizational environment for 
the upcoming changes; and 3) a hybrid agile implementation process. 
Keywords: Product configurator, sales configurator, CPQ system, hybrid agile, implementation 
process. 

Introduction 

In recent years, Commercial Off-The-Shelf (COTS) software products for supporting the 
Configure Price Quote (CPQ) process of complex product portfolios have emerged in the sales 
function of companies. Nowadays known as CPQ systems, these COTS products can be considered 
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as a further development of the first knowledge-based configuration systems from the end of the 
1970s (Zanker & Tiihonen, 2008; Hotz et al., 2014). The dissemination of product configurators, 
originally started in the manufacturing industry, is closely connected to production strategies based 
on mass customization principles (Sorri et al., 2017). Offering customers tailored products requires 
a wide variability of product features and configurations. Offering tailored products for 
competitive prices additionally requires a flexible mass production system that enables economies 
of scale. Configuration systems are used for defining and planning valid product configurations 
from numerous possible variations and allow for rapid manufacturing of highly customized 
products (Helo, 2006). 
Before production planners can think about how to build a customized product, this product has to 
be defined and calculated by a sales person or team in order to file a tender. To win the customer’s 
order the tender must meet the customer requirements and offer a competitive quote. According to 
its main activities, this process is called “configure price quote”. In the B2B domain, the CPQ 
process typically has to be performed by suppliers in response to a public invitation to tender or a 
request for quotation within a strictly limited bid period. It requires expert knowledge, information 
on product parts and features as well as production and material costs. In addition, product-related 
services might be included. Although the retrieval of the necessary information from various 
resources can already be difficult and time-consuming, the real bottleneck is often the individual 
(implicit and explicit) knowledge on configuration rules and possibilities within the minds of 
product and sales specialists. Dedicated CPQ software systems address these issues and aim to 
reduce the process lead-time as well as to increase the process quality by integrating information 
and data stored in enterprise systems with codified explicit knowledge from individuals. 
Baltes et al. (2011) pointed out that the implementation of a CPQ solution means not only a 
technical but also an organizational challenge since it comes along with a radical change of existing 
sales and quotation processes. Similar to the implementation of general knowledge management 
systems, the openness of the knowledge holders to share and codify their individual knowledge is 
a critical success factor. 
With this background, the focus of our article lies in the implementation of CPQ software systems 
from a process view. Our research goal is to understand how the process of implementing a CPQ 
solution should be designed to address both the technical and the organizational challenges in a 
holistic approach. Hence, we framed our research question as follows: 
How should a strategy and respective process be designed in order to support the effective and 
efficient implementation of a knowledge-based system for the CPQ process based on COTS 
software?  
Firstly, an overview is provided of the nature of CPQ systems and the relevant background 
literature. Then research methodology used is outlined, followed by the presentation of the case 
investigated. Finally, the findings of our research are presented with the discussion and 
conclusions. 
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CPQ Systems as an Emerging Type of Business Application Systems 

The global phenomenon of digital transformation is pushing companies in many industries to 
continuously adapt in order to improve customer orientation. To withstand market pressure, it is 
essential to execute internal processes for preparing quotes as effectively and efficiently as 
possible. In particular, complex offer projects require rapid creation of a solution as well as 
meeting the customer’s functional and quality requirements. Eventually, the customer will usually 
accept the offer with the best cost benefit ratio, while the supplier needs to end up with a sufficient 
margin. Therefore, an accurate cost calculation is essential for a successful offer. 
The integration and optimization of the, formerly only loosely coupled, sales processes configure, 
price, and quote from the customer’s point of view is the primary goal of CPQ application systems. 
While CPQ systems can eventually be designed for use by customers and thus implement the 
concept of self-service, our case investigates the specific issues of enterprise CPQ systems used 
by internal sales staff. As Business Application Systems (BAS) CPQ systems focus on the 
correspondent process for complex product and service portfolios, as in our case for offering 
tailored IT solutions to business customers, which combine hardware, software and network 
components as well as consulting and engineering services. 
According to Ferstl and Sinz (2012), the purpose of a BAS is to automate or semi-automate a 
business process, parts of it or even several processes. Common types of BAS available as COTS 
products include Enterprise Resource Planning (ERP) (to automate processes), Customer 
Relationship Management (CRM) or Supply Chain Management (SCM). Besides their functional 
process orientation, CPQ systems can also be characterized from a technological viewpoint by 
their derivation from product configurators and recommender systems. In this respect, the 
development and growing popularity of CPQ systems is also driven by advances in Artificial 
Intelligence (AI) and Machine Learning (ML) (Kling, 2019; Sorri et al., 2017). Given these 
prerequisites, CPQ systems can be defined as a special type of BAS for automating the sales 
process of custom-tailored products, services or product-service bundles through integrating the 
main steps of configuration, pricing and creating the respective tender documents on the 
functional, process, data, and knowledge level. CPQ systems evolved from earlier product and 
sales configurators, but cover an extended sales-oriented scope and utilize recent technology 
innovations in AI/ML for configuration and recommendation.  
A brief overview of current CPQ products in the market is given by Scott (2018). The addressed 
functionalities include the upload of product catalogs, and the setting of a “few rules” to 
standardize sales. Afterwards the sales team can access the catalog and quickly pull out a quote 
and deliver it to the customer. In standardized business segments, such quotes include bulk 
ordering, discounting, and time-dependent pricing structures, which reduce the calculation effort 
and facilitates accurate quotes for the customer. The commercial CPQ solutions mentioned such 
as CallidusCloud CPQ (now SAP), Oracle CPQ Cloud, Salesforce CPQ, Quotewerks, Endeavor 
CPQ, EOS CPQ are provided standalone, built into advanced CRM and sales tools, or as a feature 
in complex ERP suites. Based on more advanced methods of analytics, for example, by learning 
algorithms the functionality of CPQ systems is extended also for non-standard deal management. 
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Some of the key metrics include quote accuracy rate, quote turnaround time, standard to 
nonstandard deal ratio, quote conversion rate, and self-service quote ratio (Gill & Mathur, 2019). 
The academic literature on knowledge-based configuration can be subdivided in contributions 
before and after the occurrence of the term CPQ as a name for an integrated process combining 
configuration, pricing and quotation activities as part of a sales process in business. The literature 
of the pre-CPQ era mainly concentrates on basic questions of how to design and to develop 
software systems for product configuration, so-called product configurators. Topics include, 
among others, knowledge representation and reasoning (Bowen, 1986; Franke, 1998), 
configuration models and ontologies (Asikainen et al., 2002; Krebs, 2006), problem-solving 
methods (Hadzic et al., 2004; Helo, 2006; Kramer, 1991), and service configuration (Heiskala et 
al., 2005; Tiihonen et al., 2006). Only a few authors have looked at configuration from a non-
technical perspective, considering organizational aspects like business process improvement (; 
Baltes et al., 2011; Hvam et al., 2006). Hvam et al. (2006) were also among the first to propose 
the application of product configurators for the quotation process. Later Abbasi et al. (2013) 
described ‘the anatomy of a sales configurator’. Around that time the term CPQ also started to 
become popular in business practice (Ostrow, 2014), but was not used in academic literature yet 
(Hotz et al., 2014; Sorri et al., 2017). Until today there is very limited literature researching the 
evolution of sales configurators to CPQ solutions, although it has attracted quite a lot of attention 
in business practice and by analysts (Bruno, 2017; Klock & Lewis, 2019). Sorri et al. (2017) gave 
a general introduction to state-of-the-art CPQ system architectures and functionalities along with 
main characteristics of selected CPQ products. In this paper the authors intent to respond to this 
gap in academic literature. 

Research Methodology 

Since we were unable to find published method or valid approach for a CPQ implementation, we 
decided on a qualitative empirical research approach using a single case study as the primary 
research method. Our case explores the CPQ system implementation of a multinational IT solution 
provider, where we could analyze the period from start to end of the initial implementation project. 
According to Yin (2013), case study research is appropriate to answer ‘how’ and ‘why’ questions 
related to phenomena and their contextual conditions. The business need for a CPQ solution results 
from an extensive and highly interdependent product or service portfolio, often offered by large 
companies or corporations. The typical situation before a CPQ implementation is characterized by 
a fragmented non-standardized process organization supported by a multitude of diverse non-
integrated software tools leading to incalculable lead-times and high risk of error for quotes.  
As we look at the CPQ process from a knowledge management perspective, we consider CPQ 
systems as a special type of knowledge management system (KMS). Creating a custom-tailored 
quote from generic offers based on a complex product and service portfolio requires the integration 
of expert knowledge from multiple business domains like product management, production and 
logistics, financial management, and sales. Hence, a CPQ implementation faces similar problems 
of knowledge acquisition and integration like the implementation of a general KMS. As we could 
not find literature on CPQ implementation, it seems appropriate to build on literature for 
implementing KMS. Because of the innovative character of CPQ systems, we selected the KMS 
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implementation model by Wang and Wang (2016) as a foundation for understanding the specific 
determinants of a successful CPQ implementation. Wang and Wang considered: 1) technology 
innovation; 2) organization; and 3) environment as the central influence dimensions for KMS 
implementation. We used this model as a framework for our case study design, guiding and 
directing the data collection as well as the analyzing process. The case data was collected during 
October and November 2019 from internal information resources like reports, documents and 
intranet web pages related to the examined CPQ implementation project. Additionally, we 
conducted three interviews with members of the implementation project team, who were selected 
due to their expert status. Interview partner #1 was the CPQ project manager, #2 the lead product 
modeler and #3 a head of deal management of one of the portfolio units. The interviews were 
conducted to explore and understand the implementation process as well as to collect experiences 
with the process. As a limitation, it should be noted that, although the CPQ system was already in 
productive use, the implementation project was not completely finished yet. 

A Case Study on the Implementation of SAP CPQ at T-Systems 

T-Systems International GmbH (TSI) with its headquarters in Frankfurt, Germany, offers a broad 
range of IT services for business customers grouped in four focus areas: Connectivity, 
Digitalization, Cloud & Infrastructure, and Security. TSI is currently located in over 20 countries, 
has approximately 37,500 employees and an external turnover of 6.9 billion Euros (2018). In the 

first quarter of 2018, the management board of TSI decided that the company's complex and time-
consuming internal sales process should be streamlined and standardized to improve the 
company’s competitiveness. It was also decided to implement a CPQ configurator for company-
wide use. From the various CPQ vendors, SAP was selected who had acquired the vendor of the 
formerly independent CPQ product CallidusCloud shortly before. This product is now called SAP 
CPQ.  

Initial Situation, Goals, and Challenges of the CPQ Implementation 
Before the implementation of the CPQ system at TSI the configuration of an individual customer 
solution was done manually with only rudimentary support by various Excel sheets and other tools. 
There was no mechanism that automatically checked the configuration for plausibility and 
feasibility. The final quote documents were generated manually from document templates and text 
building blocks. The calculation of costs and prices represented a particularly complex and 
extensive undertaking. The prices were determined in the so-called Pricing Tool. The costs, 
however, were determined in another tool called ICT Calc. Both tools were based on Excel. 
Another tool then created an assignment between the cost blocks and the respective unit price. 
This assignment procedure was very extensive and complex. A change in one of the tables caused 
the need for manual adjustments in other tables. In addition, the individual tools were difficult to 
use and thus required specialists with expert knowledge for accurate and timely results. A larger 
and complex offering project required frequent iterations and consultations with several other 
experts. All quotations from the interviews are translated from German and redacted. In interview 
#3 it was pointed out:  
“And that is exactly what takes a lot of time, resources and above all a high level of concentration 
and specialist knowledge.” 
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Facing this situation, TSI decided to overcome and eliminate the hurdles and sources of error in 
the quotation process by implementing a CPQ system across all portfolio units (PU) forming TSI’s 
organizational structure. The solution should lead to a single standardized end-to-end process, 
automated and guided by the CPQ system. The respective product catalogs of the individual PUs 
were supposed to be stored in the CPQ and thus enable configuration and calculation across 
different PUs. In addition, the CPQ tool should completely replace the approximately 50 existing 
calculation tools and reduce the manual work through automated consolidation and standard 
templates. Furthermore, a seamless integration of the CPQ system with the ERP and CRM systems 
through standardized interfaces was pursued. An important goal was to reduce the time-to-offer as 
defined by the target that more than 90% of medium and minor deals should be handled in a 
maximum of five days.  

Implementing CPQ with a Hybrid Agile Approach 
The inner-organizational challenge in this project was to collect special product expertise, which 
is needed to equip the CPQ system with knowledge. Furthermore, acceptance of the new system 
should be created and propagated throughout the company. For TSI, the key to project success was 
an adaptive implementation process. A hybrid approach, meaning a combination of agile methods 
and classic phase models (Grey, 2011), was adopted for the TSI CPQ project. The classic waterfall 
model and the agile Scrum methodology (Schwaber & Sutherland, 2017) were used as basic 
ingredients for tailoring a TSI specific hybrid agile implementation process. At the beginning of 
the project, the topic of agility was still relatively unknown in the sales organization. However, the 
agile methodology is particularly suitable for projects in which no clearly formulated requirements 
and goals have yet been defined, which was the case with this project. The project management 
team had to recognize that the rest of the organization was not yet agile in its thinking and 
methodology but rather used to traditional concepts. The management, for example, asked for 
milestone planning, with clearly defined steps and responsibilities. The project management team 
was aware that a project of this complexity could hardly be managed successfully using traditional 
methods only. As the project manager stated in the interview: 
“We created a hybrid approach: We defined milestones that determine when we want to achieve 
what in order to be able to serve traditional thinking in the group. But the way between the 
milestones, that is, the way we manage the project, is agile with Scrum.”  
The project manager stressed that this was an attempt to manage the balancing act between agile 
development and the still rigid structures within the sales organization. This way, the project team 
responded to the challenge of tearing down established paths and structures and breaking new 
ground.  
The TSI project team structured the CPQ implementation in four phases (see Figure 1), each lasting 
several months and ending with explicit milestones. Each of these four phases was accomplished 
in four agile Sprints following the guidelines of the Scrum framework (Schwaber & Sutherland, 
2017). At the end of each Sprint, a Sprint review was performed to assess and approve the progress 
made during the Sprint. Afterwards, based on the review, the next Sprint with further tasks to be 
implemented was planned. The SAP CPQ system was adapted to meet the requirements and 
processes of TSI in four successive development stages. All relevant stakeholders were involved 
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in the development process and their requirements were successively implemented in the CPQ 
system. From phase to phase, the developed functionalities were tested and stabilized with the 
support of selected test users.  

 
Figure 1. Process Model for the Hybrid Agile CPQ Implementation at T-Systems 

These four phases of implementation of the CPQ software in the company were preceded by an 
additional pre-phase: the design phase. The company used this phase to agree on a suitable process 
model and to draw up the project plan in the form of milestones. The employees who were to take 
on project tasks were prepared for their activities in the project in this phase. Furthermore, the 
internal communication for introducing and explaining CPQ to the employees was planned and 
started. In order to strengthen the employee acceptance for the new CPQ solution its innovative 
character based on AI was emphasized in the internal explanation of the term CPQ: 
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But what does the term ‘CPQ’ mean exactly? The tool - whose acronym is a combination 
of the terms configure, price and quote - is based on research results from the field of 
Artificial Intelligence and fits into the existing system landscape. The CPQ platform 
provides product and solution models to the sales representative to assemble offers 
modularly. (TSI, 2019) 

Knowledge Acquisition in the CPQ System 
As shown in Figure 1, the focus of the implementation process was on creating a knowledge base 
on products in the CPQ system including their cost, price, and configuration rules. The workflow 
of knowledge acquisition and the according roles can be described as follows:  
The main roles involved were: (1) the modeler who is responsible for mapping and testing the 
product in the CPQ system; (2) the offering manager responsible for the product; and (3) a 
developer responsible for software configuration, interfaces, and the necessary software changes. 
Before the modeler can start to map the product with its characteristics in the CPQ, s/he must know 
the properties and specifics of the product. The modeler receives the required information 
regarding costs and prices, as well as the properties of the product, from the offering manager. 
Based on the information received from the offering manager, the modeler creates a so-called 
workbook, that is, a document containing information and instructions for the model of the product 
in the CPQ system. After the workbook – including cost and price information as well as the 
configuration rules and conditions – has been completed, the respective product can be created in 
the development environment of the configurator component. During this step, product attributes 
are defined, the user interface is set up, rules and dependencies are defined, and cost and price 
tables are stored, as being the corresponding documents. At the beginning of the CPQ project, the 
completed workbook was passed on to an external modeler team of SAP for mapping it in the new 
CPQ system. However, after completing the modelling training internal TSI modelers have now 
taken on the modelling tasks.  
The process continues with creating test protocols and testing the product model. The first test is 
performed on the developer environment. This test checks the rules, attributes, prices, and costs 
for completeness and configurability. Afterwards, the resulting quote is checked for correctness 
and whether the quote documents are generated correctly. The aim of the tests is, on the one hand, 
to check that the product is implemented in the CPQ system as it was specified or intended. On 
the other hand, the tests ensure that no errors occur during the configuration and that the entries in 
the quote and the attributes are valid. Furthermore, the protocol shows whether all the necessary 
information has been inserted via the mapping into the CPQ system. If unexpected errors occur 
during testing, they must be corrected. Otherwise, the product is ready to become transported from 
the developer environment to the User Acceptance Test (UAT) environment. This transfer to 
another environment is known as deployment. To allow the deployment to the UAT environment, 
a deployment sheet must be created. The deployment sheet documents which tables, documents, 
and rules belong to the product to be transported. This sheet is intended to prevent any data being 
lost during deployment and ensure that everything is transported to the new environment. After 
the deployment sheet has been created, the actual deployment takes place. All the data specified 
in the sheet is transferred and as a result, the product is available in the UAT environment.  
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After the UAT integration, the CPQ system is checked on plausibility, i.e. whether the deployment 
was successful, and all data has been transferred completely. In this case, the product is deployed 
from the UAT environment to productive operation. Initially, the product will only be made 
available to a small group of test users. It will be tested again, this time with the real prices. If all 
tests are passed, the product is made visible to all users and can be used for the offer and product 
configuration. Finally, the offer must be released in the CPQ system. For this purpose, the names 
and contact details of the releasing persons must be stored in the approval tables. An automatism 
within the configurator prevents official quote documents being generated without approval. In 
addition, the KPI table contained in the CPQ is updated and the new product configuration with 
its part and offer number is added. This table should then provide relevant key figures for the offers 
in productive operation and the reporting. All products that are mapped into the CPQ system go 
through the described procedure, which fills the system with knowledge that can be used for the 
guided preparation of an offer. As described in the workflow, the knowledge is supplied by 
knowledge holders and is essential for the correct representation of a product in the system. 

Results and Findings 

Although the CPQ implementation project of TSI ended in July 2019 with the successful go-live 
the implementation process is still ongoing. According to the agile principle of ‘inspect and adapt’, 
only a part of the whole product and service portfolio was transferred into the CPQ system before 
the company started to use it in daily business. The first experiences with using the system have 
reinforced the strategic goal of making the complete portfolio fully available via the CPQ system. 
Offering managers who used the new CPQ system reported “distinct” reductions of lead-time for 
the CPQ process (time-to-offer), depending on the complexity of the sales opportunity. The 
reported reductions range from 15-30 minutes to 2-3 weeks. These improvements became possible 
by reducing complexity through standardization. As the project manager pointed out: 
“From, formerly, more than 600 single Standard Delivery Elements, with a huge amount of 
possible combinations, [we reduced] to approximately 30 predefined, scalable services, which are 
configurable by underlying rule sets in the CPQ system. In addition, the responsible deal manager 
no longer needs to get in touch with different resources, tools and processes in order to create 
prices via pricing tools, statements of work and offer documents. All that is now immediately 
available by ‘pressing a button’, when the configuration is finished.”  
With respect to the concept of the general product lifecycle, the portfolio dynamics required a 
continuous process of adapting and maintaining the CPQ knowledge base. This was supported by 
the iterative design of the hybrid agile process model and emphasized by the project manager 
emphasized in the interview:  
“And what cannot be overestimated is that we have managed to get the company to work and think 
in this agile way. Divisions have simply removed the complexity of their processes in order to be 
able to create offers faster. […] We have accomplished much more than just creating a tool, we 
have changed people's mindset throughout this process.” 
Furthermore, the hybrid agile process was able to increase transparency and strengthen mutual 
trust between the involved organizational units. As we learned from the project manager:  
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“It was also very important that we gave everyone the same voice, everyone should have the same 
right to be heard, even critics. That was probably a major success factor of the project. Mutual 
trust arose across the division boundaries. […] Everyone was respected with his or her opinion 
and everything was decided by consensus. Sometimes you have to hold a discussion until you have 
a consensus. But in the end you have a decision that everyone supports.” 
For reflecting the results of the TSI CPQ implementation, we once again draw on the KMS 
implementation model by Wang and Wang (2016). Along the three dimensions of this model, our 
case study showed: 
1) The technology innovation of CPQ systems, especially the use of AI for configuration and 
recommendation, can stimulate strong expectations of perceived benefits. Especially for people 
being fond of IT, this effect can lead to a strong support of technology-based improvement 
initiatives, both on management and expert level. In this case study, this became relevant especially 
for ensuring the collaboration of expert knowledge holders. 
2) The environment of the TSI CPQ project was positively influenced by the effect described under 
item 1. Furthermore, our case supports the findings of the study by Baltes et al. (2011) on the 
successful implementation of sales configurators. The authors state that the introduction of a 
preliminary phase prepares the employees better for the upcoming changes in the company and 
thus helps to achieve broad employee acceptance. In addition, a clear strategic positioning of the 
project from the beginning, as well as the provision of sufficient human and financial resources, 
were essential for the success of the CPQ implementation. TSI also carried out an initial phase 
before the actual implementation of the CPQ system and was thus able to prepare the organization 
for the upcoming changes and involve all the relevant knowledge holders. These preparation 
measures were considered key success factors in the interviews and should be taken into account 
when implementing projects in companies with similar structures and starting situations. 
3) Regarding the organization, the case demonstrates how a hybrid agile implementation process 
can be applied to master the challenge of transforming and transferring both implicit and explicit 
expert knowledge from the minds of the knowledge holders into the codified knowledge base of a 
CPQ system. The iterative process consisting of time-boxed planning, executing and reviewing 
activities created transparency and trust that were the prerequisites for an open, respectful and 
creative collaboration of experts from multiple business domains. On the other hand, the classic 
waterfall phases with their milestones ensured the acceptance and support of traditional ‘command 
and control’ management that still can be found in many companies.  
Because our case study only covered the period from start to end of the initial implementation 
project, it was not possible to collect more quantitative data on the achieved project success in 
relation to the formulated goals and objectives. Although the project success was positively 
evaluated by the interview partners, they could provide only a few concrete numbers on the 
achieved improvements of the CPQ project in terms of time and complexity. 

Conclusions 

We surveyed the implementation of a commercial off-the-shelf CPQ software from the process 
perspective along with technical and organizational challenges. Considering our initial research 
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question on the fitting implementation strategy and adequate knowledge-based system support, we 
can conclude that the multi-phase process model as depicted in Figure 1 and the hybrid agile 
approach of our showcase were supportive for the implementation success. To fully achieve the 
intended synergies and efficiencies in the quotation processes, the portfolio should be completely 
available in a CPQ system, which also requires a continuous process of adapting and maintaining 
the CPQ knowledge base. 
CPQ-related technology innovations, such as AI and ML for configuration and recommendation, 
can stimulate the collaboration on management and expert level, in particular in the IT business. 
A preliminary project phase should involve all relevant knowledge holders and foster a broad 
acceptance. Furthermore, a clear strategic positioning of the project from the beginning is essential 
for the success of the CPQ implementation. 
We also demonstrated how a hybrid agile process could master the challenge of transforming and 
transferring both implicit and explicit expert knowledge from the minds of the knowledge holders 
into the codified knowledge base of a CPQ system. The accompanying iterative process creates 
transparency and trust among experts from multiple business domains, while selected components 
of classic project management can involve the support from traditional management. 
Since the presented process model was constructed based on a single case only, it needs further 
evaluation to demonstrate its appropriateness for general use. Major preconditions of the CPQ 
implementation at TSI included the company’s industry (IT services and solutions), market (B2B), 
organization structure and size as well as the selected CPQ product (SAP). Hence, all three 
dimensions of Wang and Wang (2016) were addressed with a specific pre-implementation setup. 
Further research is necessary to explain and validate the causal relationship between the hybrid 
agile approach and the implementation success in more detail. A multiple-case study covering 
other industries and CPQ products could shed even more light on the mechanisms and success 
factors of a CPQ implementation. 
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